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Attn: Car Agencies & Vehicle
Maintenance Centres in Abu Dhabi

In its continuous effort to update systems, facilitate
business practices in the Emirate, and address
practices and complaints observed in the vehicle
maintenance sector, the Abu Dhabi Registration
and Licensing Authority (ADRA) has issued the
following regulations that must be adhered to by all
car agencies and vehicle maintenance workshops
when providing vehicle maintenance services.

These regulations apply to all economic
establishments engaged in the activity of vehicle
repair and spare parts supply in the Emirate of
Abu Dhabi.

Failure to comply with or disregard these regulations

will subject the establishment to a violation by the
Abu Dhabi Registration and Licensing Authority.

Best Regards,
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© Licensed Activities: Adhere to the activities
permitted in their economic licence and avoid
engaging in any additional activities without
obtaining the necessary permits.

© Update Contact Information: Ensure that the
official contact information is updated as per the
economic licence (official email address/official
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© Purchase Invoice: The provider must provide
the consumer with an invoice in Arabic that
proves the transaction or contract for the
product or service, and it must include the
provider's information, invoice date,
description of the product/service, details and
condition of the product, price in local
currency, warranty period (if any), delivery date,
economic licence number, serial number of the
product, tax number (if any), and an additional
copy in another language may be provided to
the consumer.
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Warranty Document/Extended Warranty:

© The provider is prohibited from verbally
advertising a product warranty without
providing the consumer with a document
indicating this warranty.

© The provider must provide a warranty
document to the consumer, either separately
or on the invoice, specifying:
1. Provider's information.

2. Terms of the contract between them.

3. Purchase date.

4. Details and description of the product/service.

5. Warranty period and conditions.

6. Covered parts under warranty.

7. Repair and replacement costs.

8. Consumer obligations regarding the warranty.

9. Responsibilities of guarantors (such as the
manufacturer, agency, insurance company,
or others).

10. Any exceptions or conditions that void the
warranty, clearly stated and the consumer is
informed of them before purchasing.

11. Clearly explain the extended warranty details
and responsibilities to the consumer before
finalizing the agreement, and document it in
the warranty/contract/invoice.

12. Clearly specify the parts covered by the
extended warranty to the consumer.
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Mandatory Cases for Extending
the Warranty Period:

© The warranty period starts from the date the
consumer receives the original or replacement
product.

© The warranty period is extended for periods
during which the consumer did not benefit

from the product and is documented.

© Warranty extension cases include:

1. Repairing defects covered by the warranty.
2. The provider's delay in providing spare parts.

3. Delay in starting or completing maintenance
work beyond the agreed-upon dates.
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Spare Parts:

The provider must have a written mechanism
for providing spare parts and maintenance
services in Arabic, clearly and understandably
for the consumer, and display it in a prominent
place in the provider's centres, enabling the
consumer to review it before completing the
purchase. An additional copy in another
language may be provided to the consumer.
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Provider Obligations:
Warranty and Extended Warranty

1. Implement all warranties granted by
manufacturers as well as any agency
warranties.

2. Bear all responsibilities and disputes arising
from the extended warranty without involving
the consumer in this dispute.

3. The provider is responsible for all
transportation costs or sending technicians to
the consumer's location or the place where
the vehicle has broken down.
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Repair and Maintenance:

1. If the repair time exceeds 7 days, the
provider must provide a substitute product
for the consumer to use at no cost.

2. Provide the consumer with a maintenance
and repair document (Job Card) upon
receiving the vehicle, specifying:

> Provider's information.

> Date of vehicle entry for repair and its
condition upon receipt.

» Consumer's technical notes.

> Repair details and estimated value, with a
breakdown of labour costs.

> Details and value of spare parts provided
by the maintenance centre.

> Details of spare parts provided by the
consumer and the consumer's signature.

> Expected date of vehicle delivery to the
consumer.

3. After the repair process, the provider must
provide the consumer with an invoice
specifying the replaced parts and their
price, and a statement of whether these
parts are new, used, or refurbished.

4. Keep the replaced spare parts and deliver
them to the consumer before completing
the payment process.

5. Guarantee the repair process and replaced
parts for at least 15 days from the date of
delivery to the consumer, unless the nature
of the replaced parts and the maintenance
service requires a longer period.
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Guarantee of Service Provided:

When providing the service, maintenance
workshops must:

© Re-perform the service free of charge as agreed

upon if a defect is discovered in the performance

of the service.

© Refund the repair cost if repair attempts fail and

the same fault recurs, not exceeding 3 attempits.

© Compensate the consumer for the value of
spare parts if the establishment damages or
loses them.

© If the performance of the service results in a
decrease in the value of the vehicle, loss of its
functions or part thereof, or damage to it, the
provider is obligated to bear the repair costs or
compensate the consumer for its value or the
value of the damaged part.

© If the provider refuses or is unable to re-perform
the service correctly or is delayed in performing
it, the consumer has the right to recover the full
amount paid for it.
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Replacement and Return of
Spare Parts/Vehicle:

© The provider must return spare parts and refund
the amount to the consumer if a defect appears
in them within 30 days of delivery to the
consumer.

© If the provider is unable or fails to repair a
recurring defect during the warranty period, the
consumer has the right to obtain a new
replacement product of the same category and
specifications as the original product or its value
at the time of purchase.

© Replace the product if repair attempts take more

than 15 days in each attempt, beyond the time
required to provide spare parts.
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Used or Refurbished Goods:

If a maintenance workshop offers used or
refurbished goods for sale, it must:

© Ensure that it does not contain a defect
that results in harm to the consumer's
health and safety.

© Clearly and conspicuously advertise the
condition of the product on the product
and the place where it conducts its
business.

© Prove the condition of the product in the
contract concluded between it and the
consumer or in the invoice it issues.
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Handling Consumer Complaints:

Regarding handling consumer complaints and
responding to inquiries, all maintenance
centres must:

© Address consumer complaints immediately
upon receipt within a period not exceeding
7 days and provide the consumer with all
supporting reports regarding the condition
of the vehicle.

© Respond to all inquiries related to the
received complaints to the department
within a period not exceeding 24 hours.
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